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The warranty on your 
new build

Here at Origin, we are dedicated to building 
homes to a high standard. To ensure we fulfill 
our promise of providing high quality new 
homes, each property comes with a warranty 
period.

This booklet explains how this warranty period 
works and what claims are accepted.

If you have any questions or require any 
clarification please contact your housing 
manager.

Warranty length

All new build Origin Housing properties come 
with a warranty, usually of one year. This one 
year period is commonly referred to as the 
‘defects liability period’ or DLP. The developer 
of your home is responsible for rectifying 
specified defects that occur in your property 
during this year.

The defects liability period starts on the date 
that your property is handed over to Origin 
Housing from the developer, not the date 
on which you move in to the property. For 
example, if your property was handed over 
to Origin Housing in June 2018, but you 
purchased in September 2018, then your 
property’s warranty would expire in June 2019.

“A defect is the name given 

to any fault inside your 

home which the developer is 

contractually liable to rectify 

under the warranty”
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Defects

A defect is the name given to any fault inside 
your home which the developer is contractually 
liable to rectify under the warranty.

You should report defects through our call 
centre on 0300 323 0325. Alternatively, you 
can report non-urgent defects via our repairs 
section on our corporate website. When 
reporting defects through our website, please 
provide as much information as possible; i.e. 
‘cracked tile under sink in kitchen.’

Once you have submitted your request, the 
Customer Resolution Team will instruct the 
developer to attend to rectify the defect. A 
copy of the instruction will also be sent to your 
New Homes Officer so they are aware of the 
defect and can monitor its progress.

When a defect is logged it is assigned a 
timescale to be resolved, depending on its 
urgency. For example, a boiler breaking down 
would be a given a 24 hour target to be fixed, 
whilst a faulty cupboard door would be given  
a 28 day target as a routine repair.

Examples of commonly found defects are:

• A light fitting not working

• Doors dropping a little from their hinges

• Creaking cupboard doors

• A tap coming loose

https://www.originhousing.org.uk/report-an-issue/report-a-repair-(1)#!/


End of defects inspections

At around the time the defects liability period 
expires, representatives from Origin Housing and 
the developers will attend an inspection  
of your home. The inspection will formally log 
any defects that have not yet been rectified, and 
give you a chance to point out any issues or 
concerns. Appointments will then be made  
to rectify the outstanding defects, and once  
these are all resolved you will be required to sign 
a form confirming every defect has been rectified.

“The detailed finishes 

and precise specifications 

always attract compliments 

from guests, especially the 

kitchen units and doors”

-Priscilla and James
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Properties sold off plan

If you are buying a property off plan then 
you will not have had the chance to view 
the property before exchanging. All our 
properties go through an extensive snagging 
and inspection process prior to handover. 
Developers expect all decorative items 
such as scratched windows, poorly applied 
mastic and paint imperfection on walls, to be 
picked up and resolved during this snagging 
process. Therefore, many developers will not 
accept any decorative items to be logged as 
a defect following handover. It is important 
you are aware of this now to save any future 
disappointment should you discover a 
decorative issue in your home which was 
missed during the snagging process.

Properties ‘sold as seen’

Many of our properties are ‘sold as seen’. This 
means that you agree to take on the property in 
its current decorative condition. For example, if 
you are purchasing a property which was once 
the show home, it may contain various marks 
and scuffs. By agreeing to purchase the property 
on a sold as seen basis, these decorative items 
will not be accepted as a defect by the developer, 
and as such will not be rectified.

However, if during the warranty period anything 
goes wrong, such as the heating system failing 
or a pipe developing a leak, these sort of items 
would be treated as a defect by the developer 
and rectified within its allocated target timescale.

When you are given the chance to view the 
property, this will most likely be regarded as a 
sold as seen purchase. If you have any queries 
on buying sold as seen properties, please 
contact our Sales Team on  
sales@originhousing.org.uk



NHBC, BLP and  
Zurich warranties

In the first year all defects are covered, after 
this only major structural issues are covered.  
As well as the developer’s one year warranty, 
your property will be covered by an extended 
warranty, usually provided by either the NHBC, 
Zurich or BLP. These warranties typically last 
ten years and cover would usually include the 
following:

• Foundations

• Load-bearing walls

• Non load-bearing partition walls

• Wet-applied wall plaster

• External render and external vertical  
tile hanging

• Load-bearing parts of the roof

• Roof coverings

• Ceilings

• Load-bearing parts of the floors

• Staircases and internal floor decking and 
screeds where these fail to support normal 
loads

• Retaining walls necessary for the structural 
stability of the house, bungalow, flat or

• Maisonette, its garage or other permanent 
outbuilding

• Double-glazing or triple-glazing panes to 
external windows and doors

• Below-ground drainage for which the owner 
is responsible

There is usually an excess or minimum claim limit 
required when making a claim under one of these 
extended warranties. If the claim just involves 
your property then you would be expected to 
take the lead on making the claim. If the problem 
affects more than one property, including 
communal areas, then we would take the lead.

For more information on these extended 
warranties, please visit the NHBC, Zurich and 
BLP websites:

http://www.nhbc.co.uk/Homeowners/
WhatdoesBuildmarkcover/

http://www.zurich.co.uk/buildingguarantee/

http://www.blpinsurance.com/

Once you purchase your home, your solicitor 
will forward you the relevant certificate of 
insurance.
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Shrinkage

Shrinkage commonly occurs on plaster walls 
and at joins with wood (e.g. along skirting 
boards) because plaster and wood contain 
a lot of moisture, and as they dry out over a 
period of several months they can expand, 
leaving cracks. Most builders will not treat 
shrinkage cracks as a defect, so it is up to you 
to fill in and paint over any shrinkage cracks. 
However, if the crack is wide enough to fit in 
the edge of a £1 coin, this would usually be 
accepted as a defect.

White Goods

Wasted Callouts

The white goods inside your home such as the 
oven, hob, washing machine and fridge freezer 
are not covered under the builder’s warranty. 
You are instead covered by the manufacturer’s 
warranty. This will require you to contact the 
manufacturer to activate the warranty following 
completion. You are responsible for all white 
goods after completion.

If you report a defect which following a 
contractor’s visit it is subsequently determined 
to not be a defect, it is likely that you will be 
charged for the cost of the contractor call out. 
Examples of wasted call outs include:

• Resident claiming heating was broken, 
when in fact they were not operating the 
system correctly

• Resident claiming they had no TV reception 
when in fact they had not plugged in the 
aerial socket correctly

• Resident damaging a cupboard through 
misuse

• A defect should only be raised if the 
problem is down to a fault through 
workmanship. Any problems caused by 
wear and tear, an accident, or misuse, are 
your responsibility to resolve at your cost.

Pressurised heating  
systems

Many hot water based heating systems are 
pressurised, and if the water pressure drops 
it will cause the temperature to drop or even 
the heating to fail. It is down to you to ensure 
the heating system is kept pressurised to 
the correct level. Builders will not treat this 
as a defect and may charge for a wasted 
call out if they are called to attend to a low 
pressure heating problem. You will be given a 
demonstration on how to pressurise your boiler 
during the full property induction when you 
receive your keys.

“Everything from the 

immaculate kitchen, the 

generous sized bedrooms 

and the large garden make 

it perfect for us. Origin 

went that bit beyond other 

developers to ensure the 

finish of the home was  

top quality”

- Carmen and Joseph
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Common questions

Q. Can I produce a 
snagging list?

Q. Will the contractor visit 
my property in the evening 
or at the weekend to  
rectify my defects, as I 
cannot take time of work?

A. Contractors generally only work daytime 
hours, Monday to Friday, and it is highly 
unlikely they will agree to attend to defects 
outside of these times. It is your responsibility 
to provide access for contractors for defects to 
be rectified. Ultimately if a contractor cannot be 
given access, the defect will not be rectified.

A. You are not able to produce a snagging 
list prior to purchase, but you will normally be 
invited to a measure up and viewing of your 
property prior to completion (this could be after 
you have exchanged contracts). If you notice 
any non-decorative defects during this visit, 
then you can report this to the accompanying 
member of the Sales Team or your New Homes 
Officer, who will ensure that this defect is 
logged in with the developer.

Q. What do I do if I have 
an emergency defect  
during non-office hours?

A. If during non-office hours you have an 
emergency defect that needs to be rectified 
urgently, for example a gushing leak to a pipe 
or hot water and heating failing during very 
cold weather, our Repairs department will carry 
out the repair on behalf of the contractor. Our 
defects call centre is open 24 hours a day and 
can be contacted on 0300 323 0325.

Q. You appear to take  
a strong line on defects,  
do other Housing  
Associations take a  
similarly strong line?

A. Simple answer – yes. We aim to be firm 
but fair when dealing with defects, but it is 
important you are aware prior to purchasing 
what your warranty does and does not cover  
– hence we have produced this guide.

Q. My heating system was 
fixed last year as a defect, 
but exactly the same  
problem has occurred 
again and the warranty 
has expired.

A. If a defect is resolved during the defects 
liability period but then the same problem 
occurs again once the period has expired, we 
may be able to get the contractor to re-attend 
to deal with the problem. We call defects such 
as this a ‘latent defect’. If you experience a 
latent defect, you will need to contact our 
contact centre on 0300 323 0325.
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For more information call 0300 3230325 
or email sales@originhousing.org.uk

www.originsales.co.uk
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